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ABSTRACT 

This research investigates the effects of Employee Relations Management (ERM) on 

employees' performance at the Namibian Correctional Service (NCS). The study was 

conducted at the Correctional Facility for the district of Windhoek, known as Windhoek 

Correctional Facility (WCF). The main ERM components observed in this study include 

Human Resources Practices, Communication, Trust, Shared Goals and Values. In terms 

of these practices, the study examined the importance of these ERM components at the 

Namibian Correctional Service, its challenges and the influence of employee 

empowerment through ERM organisational performance at the Namibian Correctional 

Service. A quantitative exploratory, descriptive research allowed the researcher to 

determine facts, do statistical analysis and present findings on employee relationship 

management. The data collection instrument used was a questionnaire and 187 of the 

instruments were distributed to the employees (males, females) at the Windhoek 

Correctional Facility. Due to the COVID-19 pandemic, the physical distribution of the 

questionnaires was disapproved by the NCS to avoid the risks of contracting and 

spreading of the virus amongst the employees. As a result, the questionnaires were 

administered online to reach the selected respondents. Based on the outcomes from the 

questionnaire, it was found that eighty-eight (88) questionnaires were valid for analysis. 

The results of the study show that ERM components have a positive effect on 

employees' performance, even though the ERM components were regarded as not very 

important by the NCS. Thus, with regards to the ERM, there is still a need within NCS 

to build and enhance relationships as well as reinforce the commitment to improve 

employees' performance. In terms of importance, the study discovered from the survey 

that communication was regarded as less important followed by Trust and then HR 

practices. This was also detected as the order of the challenges impacting the 

implementation of ERM at the NCS. Thus, the study recommends that the NCS should 

provide open and transparent communication which will lead to motivated employees 

and good performance. The organisation should improve communication with the 

employees through exchanging ideas, feelings and opinions with management. Further 

studies should link ERM to employee motivation. 
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CHAPTER 1 : INTRODUCTION 

1.1 Introduction 

This study focuses on the influence of employee relations practices on organisational 

performance in the public sector in Namibia. This chapter is providing background 

information on the topic, statement of the problem, significance of the study and 

objectives of the study. Justification of the study, scope and limitations of the study are 

also included. 

1.2 Background of the study 

According to Kathuria and Porporino (2015) the Namibian Correctional Service (NCS), 

which was previously known as the Namibian Prison Service (NPS), has a primary 

mandate as the custodian for offenders legally put under its charge under the Ministry of 

Safety and Security. The mandate of the Namibian Correctional Service (NCS) is to 

protect the public while assisting offenders to prepare for a law-abiding return to the 

community (NCS, 2011). To achieve this, the NCS must employ people who can 

accurately assess the risk and needs of offenders and exercise a risk management 

response such as custody and structured community support (Kathuria & Porporino, 

2015). 

In 2015 the NCS reported that 4 209 correctional officers and 112 staff member 

positions have been unfilled since 2014 (NCS, 2015). NCS is a public entity that does 

not have its Human Resource Management (HRM) policies that allow the management 

of Employee Relationship Management (ERM) is governed by the Public Service 
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Commission policy, which is the custodian of the Namibian government under the 

Public Service Commission Act, 1990 (Act 2 of 1990). 

The NCS employees' such as medical officers, registered nurses, counsellors, case 

management officers, education officers, religious care officers, occupational therapists, 

rehabilitation specialists and psychiatric nurses are guided by the Public Service 

Commission (Lindeke, 2014). The Namibian Correctional Service report has indicated 

that there is a need to improve the welfare and morale of its staff members due to the 

poor relationship between the employers and the employees (Naukushu, 2014). The 

ERM practices are affected by different organisation strategies and policies put in place 

to govern HRM (Tjivikua, 201 7). 

The Training Policy of the Public Service (TPPS) of Namibia guides the different 

government institutions on how staff members are an essential asset and therefore 

wishes to encourage them to develop skills, competencies and abilities for the benefit of 

the Public Service (the Republic ofNamibia, 1999). The Human Resource Development 

Policy Framework (HRDPF) for the Namibian Public Sector including the NCS is there 

to ensure that there is a relationship and an assessment of personality and abilities that 

help employees perform effectively in their current or future jobs when employees are 

developed (Iikela, 2018). However, the policies available from the Public Service 

Commission does not stipulate the ERM practices that are required to ensure that the 

working relationships of the staff members within public sector organisations are not 

poor, as this might affect the performance of the public sector. The lack of ERM 

practices is challenging the management of the relationship between employees and the 

2 



employer. This study, therefore, investigates the current ERM practices that are being 

implemented at the NCS how they affect the perform:mce of the NCS and address the 

challenges. Poor employee relations hinder the overall workflow of an organisation and 

it damages an organisation's reputation (Bacong & Encio, 2017). It is a common 

complaint among the public servants in Namibia that public service institutions are 

poorly managed (Iikela, 2018; Tjivikua, 2017). 

1.3 Statement of the problem 

The NCS under the Ministry of Safety and Security is dedicated to contributing to public 

safety by way of administering court-imposed sentences of offenders. This goal is 

achieved through the various employees of the NCS such as correctional officers or 

prison guides. Employee relationship management is central in ensuring that employees 

perform their duties optimally. This requires that managers and staff in general acquaint 

themselves with prior knowledge of Employee Relationship Management and 

established practices. However, employee relationship management appears to be 

dysfunctional as evident in the frequent summons by lawyers of the correctional officers 

as strikes actions do not take place at the NCS and different disputes that are recorded 

with the labour court between employees and their supervisors (Iikela, 2018). 

Furthermore, Bacong & Encio (2017) assert that poor relationship management in the 

work place could lead to stress, low morale, low job satisfaction and less commitment 

on the part of the employees which in tum inhibits the performance of the organisation. 

3 



Thus, this study investigates employee relationship management practices at the NCS 

and the impacts on employee performance in the orgauisation. 

1.4 Research objectives 

This study aims to investigate ERM practices and its effects on employee performance at 

the NCS with the study focus at Windhoek Correctional Facility (WCF). The following 

sub-objectives guided the research: 

1) To identify the ERM practices that the NCS consider in improving employer and 

employee relationships. 

2) To investigate how employee empowerment through ERM practices influences 

organisational performance at the NCS 

3) To identify the challenges that are impacting the implementation of ERM 

practices at the NCS. 

1.5 The significance of the study 

The overriding purpose of this study is to investigate the influence of employee relations 

on the performance of NCS. Studying the ERM practices that the NCS consider in 

improving employer and employee relationships is important in identifying the ERM 

practices that are better at managing relationships in an organisation as well as how 

these practices influence the performance of the NCS. The study also looked at the 

challenges that are currently hindering the implementation of the ERM practices. 

Therefore, the result of this research study provides relevant information to policy 

makers and employers on ERM practices within the public sector. Furthermore, the 

study also provides additional information on the importance of strengthening 

employee-employer relations in the public sector for interested researchers. 
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1.6 Limitation of the study 

The research uses a quantitative research design witl. structured questions where the 

respondents are limited to optional responses that are formulated by the researcher. 

These limitations are likely to affect the research findings as results cannot always 

represent the actual situation on the ground. Some respondents' might not be willing to 

divulge information and be truthful with information due to its sensitivity. However, the 

researcher will provide written assurance to the respondents that the given information 

will be handled confidentially, and the information is only going to be used for academic 

purposes. Moreover, the respondents were not required to provide their names, and this 

means that the respondents were anonymous. 

1.7 Delimitation of the study 

This study will confine itself to surveying only the employees at the Correctional 

Facility, which is in Windhoek and known as the Windhoek Correctional Facility. The 

research attempted to understand issues surrounding employee relations practices in 

view of conflict resolution, employee empowerment, employee compensation, employee 

voice and their influence on organisational performance in the public sector. 

1.8 Summary 

This chapter showed that employees are the focal point m the success of every 

organisation. The background of the study in this chapter has alluded that if employees 

work together and share good relationships with their employers, they can achieve their 

tasks much faster. Therefore, managing employee relationships is essential and valuable 
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to organisational success and to attain a competitive advantage, and that's why the next 

chapter is providing more evidence in this regard. rrhe literature review section also 

looks at why it is necessary to have healthy relations amongst employees and employers 

in the organisation as this can lead to employees being motivated to become more 

productive. 
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CHAPTER 2 : LITERATURE REVIEW 

2.1 Introduction 

The literature review is composed of three components namely theoretical review, 

empirical review, and conceptual framework. The theoretical review explains the 

theories that underpin the study in terms of ERM and how it fits into Human Resource 

Management, employee relationship management models, and employee relationship 

management components used in the study. Further, the empirical review documents the 

results of the most recent closely related studies that relate to the ERM, as well as 

identifying the similarities, gaps, and contradictions in such studies. Last, but not least, 

the conceptual framework shows how employee relations and performance. 

2.2 Theoretical Review 

The Hawthorne studies were conducted from 1927 until 1932 by Professor Elton Mayo 

at the Western Electric Hawthorne Works in Chicago. Professor Mayo examined work 

conditions and productivity (Mayhew, 2017). Mayhew (2017) further added that the 

conclusion of the research led to the discovery that relationships largely influenced 

productivity. Being part of a group or team affected the perfonnance of each employee 

as the researchers noted that it increases motivation and productivity. Busse and Warner 

(2017) argue that the remarkable studies about human relations based on Elton Mayo's 

studies are that people can clearly understand that the workplace is not just a place to 

earn money, but a complex social system which affects their satisfaction and 

productivity. Busse and Warner (2017)'s findings were based on their study at Google. 
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The Human Relations Movement (HRM) originated from Dr. Elton Mayo's Hawthorne 

studies. The movement stated that personal development and growth, as well as 

employee goal setting, are essential for effective organisational growth (Mulatu, 20 18). 

King (2016) discussed that one of the features of the Human Relations Movement is 

participative management, which means that individual employees should be involved in 

the decision-making process. Banerjee (2012) is of the idea that participative 

management in HRM is only possible with the involvement of individual employees in 

most crucial roles that result in effective decision-making as the employees are aware of 

how they might be affected by the decisions made. Chand (2017) argues that all mutual 

influence between the employer and the employee is developed when people work 

together and not to try to control people, but it is better to control the situation together. 

As the title implies, Human Relations Management Theory (HRMT) is centred on 

human interactions and relationships. Karanja (2011), who analysed the Elton Mayo 

theory, states that employees are motivated far more by relational factors such as 

attention than by monetary rewards. Muldoon, Benedickson, Bauman and Liguori 

(2019) added that Elton Mayo believed that all early management theories only focused 

on how money affects employee performance even though there were more factors that 

influenced how employees behaved and performed at work. HRMT was introduced by 

Professor Elton Mayo with the aim of proving the significance of employees in 

enhancing productivity in contrast to machines (Perry, 2017). Orence (2018) added that 

this theory was also developed to address the problem that was faced by Taylor's 

'scientific management theory' as it looked at humans as machines. 
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According to Mayhew (20 1 7) employees are considered as the main assets of the 

company in terms of their skills and their performance They are regarded as a valuable 

resource, essential for the organisation's success. Taylor and Mayo introduced the 

Scientific Management and Human relations theories, respectively to help the employer 

to increase the productivity of the workplace (Booth & Erskine, 2016). The focus of the 

human relations movement is on the human and social dimensions of work (Bane:rjee, 

2012). HRMT emphasises the employee as a human being and should be treated as a 

unique resource with feelings and that can contribute differently to the success of a 

business, unlike a machine (Chand, 2017). 

2.2.1 Employee Relationship Management Models 

The Thomas-Kilmann model was designed by Kenneth Thomas and Ralph Kilmann to 

illustrate the options used when resolving conflicts (Mabunga & Mabunga, 2019). 

Garcia, Gonzales and Orence (2018) explained that accommodating requires a manager 

to work against their own goals, objectives, and desired outcomes. This behaviour is 

appropriate when people realise that they are in the wrong or when an issue is more 

important to one side than the other. Koley and Rao (2018) added that this conflict 

resolution style is essential for preserving future relations between the parties. 

Mulatu (2018) explains that avoiding, means, you are not helping the other party reach 

their goals, and you are not assertively pursuing your own. Mabunga and Mabunga 

(2019) noted that avoiding takes the form of diplomatically sidestepping an issue or 

postponing a problem until a better time or simply withdrawing from a threatening 

9 



situation. Collaborating is where the employer partners or pairs up with the other party 

to achieve both of their goals (Batool, 2016). Batool (2016) further added that this 

conflict resolution option means being willing to believe that when two parties are at 

loggerheads, it is possible for both sides to come out with what they want and develop 

conflict resolution skills based on mutual respect, willingness to listen to others, and 

creativity in finding solutions to conflicts. 

Mohapatra and Mishra (2018) argued based on the Conger and Kanungo model of 

Employee Empowerment (EE). They argued on the model's relational elements, such as 

delegation of authority, engaging employees in decision-making and sharing information 

and resources; are conditions that may support and enable the empowerment process. 

Wangila and Kiiru (2019) define empowerment as a process of enhancing feelings of 

self-efficacy amongst organisational members through the identification of conditions 

that foster powerlessness and through their removal by both formal corporate practices 

and informal techniques of providing self-efficacy. In the process, they include diagnosis 

organisational conditions that are responsible for feelings of powerlessness, techniques 

to remove some of the circumstances leading to helplessness, providing subordinates 

with self-efficacy information, subordinates' feeling of being empowered, and 

behavioural effects of empowerment (Wangila & Kiiru, 2019). 

Taneja, Pryor and Toombs (2011) argue that individual employees need recognition and 

appreciation from individual employees within the workplace. Employees are 

considered as the main assets of the organisation in terms of their skills. Hence, Human 

relations theory suggests that single employee should be respected and treated well as 
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this Jinks with high organisational productivity (Muldoon et al., 2019). The significant 

difference between scientific management and human relations theory was that human 

relations theory recognised that social factors were a source of power in the workplace 

(Chand, 201 7). Banerjee (2012) explains that this means that the manager should 

encourage the formation of a communication channel with employees individually and 

with informal groups and then follow a relations-oriented rather than a task-oriented 

style of leadership. According to Kim, Park, Cameron, Meadows, Ott, and Xiao (2017), 

communication is the exchange of messages between people for the purpose of 

achieving common meanings. Unless standard definitions are shared, managers find it 

extremely difficult to influence others. Verbal communication is the written or oral use 

of words to communicate, and both written and oral communications are pervasive in 

organisations (Pavlenko, 2019). Generally, employees are more positive when receiving 

positive feedback. On the other hand, receiving negative feedback is usually more 

complicated. 

According to Taneja, Pryor and Toombs (2011) the movement also emphasized the fact 

that positive motivation is derived from team goals as greater production can result from 

encouragement and positive reinforcement from employers. When comparing Taylor's 

'scientific management theory' and Mayo's 'Human Relations theory', one of the 

differences is that Taylor believes that incentives are used to motivate employees while 

Mayo stated that organisational output is determined by the human relations at work and 

not by the economic and technological conditions of the workplace (Chand, 2017). It 

means that if the co-operation and the relationship in the workplace were good, then the 
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employee will be more motivated to do their work and produce more than expected. 

Herzberg's motivation-hygiene theory argues in full support of Mayo's 'Human 

Relations theory', although it argues that monetary incentivisation is only enough for 

low-interest workers but not high-interest workers (Ford, 2019). 

According to Aithal and Kumar (2016) in the 1950s and 1960s, Douglas McGregor 

developed the Theory X & and Theory Y Management Theory, by arguing that the 

average human being is lazy and self-centred, lacks ambition, dislikes work, and longs 

to be told what to do. According to Bojadziev, Stefanovska-Petkovska, Handziski and 

Barlakoska (2016) the first category known as Theory X explains that managers have a 

negative view of their employees and believe that employees need to be forced or 

coaxed into working. Bojadziev (2016) further added that in Theory X Managers, tend to 

micromanage with the belief that employees will not motivate themselves to complete 

their work. Paramboor and Ibrahim (2018) link this theory back to the scientific 

management theory and its focus on the output above employee development and input. 

On the opposite side of the spectrum, Aithal and Kumar (2016) argue that Theory y 

managers believe that employees are inherently motivated to work. Nairn and Lenka 

(2018) supported Theory Y Managers as they are of the opinion that it values the 

importance of helping employees thrive by providing opportunities for learning and 

development. This is an indication that Theory Y is focused on the idea of team versus 

independent work, as this was also mentioned in Mayo's theory by Chand (2017). 

McGregor' theory also argued that an environment that advocates for teamwork paired 

with an emphasis on individual professional development produces better results and a 
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healthier work environment (Wangila & Kiiru, 2019). Thus, Theory Y has been adopted 

by more progressive management intellects that follow Elton Mayo's human relations 

approach, and it continues to prove its relevance and is still present in today's business 

world (Gandolfi & Stone, 2017). 

According to Bouzenita and Boulanouar (20 16) Abraham Maslow developed the 

Hierarchy of Needs model in the 1940-50s, and the Hierarchy ofNeeds theory remains 

valid today when it comes to an understanding of human motivation, management 

training, and personal development. According to Senarathne (2020) McGregor's Theory 

y did not completely work because it ignored the needs individuals had. Maslow used 

his hierarchy of needs theory to explain human motivation. The five levels of needs, 

according to Maslow, are physiological needs, safety needs, needs of belonging, esteem 

needs and self-actualisation needs. Maslow believed that people could not fulfil the 

higher needs of esteem and self-actualisation without fulfilling the basic physiological 

and safety needs of an individual first. 

Victor Vroom developed the expectancy theory of motivation. It is based on outcomes. 

Vroom surmises that effort, performance, and motivation must be linked. He proposes 

three variables: valence, expectancy, and instrumentality. Expectancy is the thought 

process that, increased effort will lead to better performance. Instrumentality is the belief 

that you will be rewarded for hard work, and valence is the significance of an individual 

place on an outcome. Vroom's theory is based on perceptions of equity or fairness in the 

workplace. An organisation can provide two types of reward: extrinsic and intrinsic 
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(Bonache & Zarraga-Oberty, 2017). Khan, Waqas and Muneer (2017) noted that the mix 

of extrinsic and intrinsic rewards provided by the employer is tenned as the reward 

system. The monetary or economic element of the reward system is the fonnal and 

informal mechanisms by which employee performance is defined, evaluated and 

rewarded. 

Sanjeev and Surya (2016) noted that in 1959, Frederick Herzberg, a behavioural scientist 

proposed a two-factor theory or the motivation-hygiene theory. Sanjeev et al. (2016) 

continued to explain that Herzberg developed this theory to explain that there are some 

job factors that result in satisfaction while other job factors prevent dissatisfaction. 

Herzberg's factors identified by Rahman, Akhter and Khan (2017) includes quality of 

management, safety, status, relationships, company, working conditions and company 

policies as necessities to keep employees satisfied. Motivational factors, like 

advancement, achievement, recognition, job interest and responsibility are needed in 

order to motivate employees to a higher performance level. 

There are various models such as the Theory X and Theory Y models as well as the 

Human Relations Management model that are related to employee relationship 

management and its components. This study focuses on variables which relate to 

employee performance as postulated by Ackon (2018, p.15) as shown in the Figure 2-1. 

According to Ackon (2018) there are different factors that is used to either increase or 

decrease employee motivation. These components as depicted in Figure 2-1 Corporate 

Communication, Teamwork and Human Resource (HR) Practices such as Trairu· ng, 

Compensation, Performance appraisal, Career development, Safety and health, Job 
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design, Coaching and Labour relations. Ackon (2018) 's vtew is that when these 

components or factors exist in great measure, employee motivation will be high, and this 

will allow an organisation to perform better. This study considered how factors such as 

compensation, training and corporate communications among others, influence 

employee motivation, as well as the extent to which this takes place within the NCS. The 

underlying assumption of the study is that good employer-employee relations make 

employees satisfied, which in turn makes them treat their customers well and eventually 

lead to higher performance. 

, . Employee Relationship Management 

• • 

~-- __ ) 
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...;:·dyM· .. 
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Figure 2-1: Employee relationship management model 

Source: Adopted from Ackon (2018, p.15). 

According to Al-khozondar (20 15) communication is critical to establishing strong 

employee relationships. Managers must be committed to communicating regularly and 

honestly with employees about the issues that affect their work. The more open 

organisations can be, the more likely they are to establish strong relationships that lead 

to increased loyalty and productivity among employees and decreased turnover and 

dissatisfaction (Khan, 201 7). There is a need to look at how organisation managers and 

supervisors such as the NCS communicate with staff members. Muthoka (2017) added 

that the communications channel the staff members must communicate upward with 

their managers shows everything that organisation is doing to manage employee 

relationships. ERM is all about effective organisational communications for building 

employee confidence, trust, and loyalty as well as to enable management to realise the 

potential of the skills and knowledge within their organisation (Rai & Pareek, 2012). 

Communication is acknowledging a culture of respect and connectivity that is needed in 

the workplace. Chaudhry et al. (2011) and Banerjee (2012) found that there is indeed a 

positive correlation between providing promotion opportunities to employees as well as 

motivating these employees to give out their best. 

Employee development is the most common that supports employee relationship 

management (Kuzu and Ozilhan, 2014). Employee development refers to any effort to 

improve current of future employees" skills, abilities, and knowledge (Aswathappa, 
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2008). Training and development" have a significant positive impact on employees" job 

satisfaction (Garcia, 2005). Thang and Buyens (2008) stated that training and 

development lead to superior knowledge, skills, abilities, attitudes, and behavior of 

employees that ultimately enhance excellent fmancial and non-financial performance of 

the organisations. In this era, organisations are facing tremendous challenges due to 

globalization. To deal with these challenges, organisations have to invest in human 

capital to increase their skills and knowledge. Today human Resources have become an 

important asset for the organisations. Organisations can enhance the performance of 

employees by providing them effective training that in tum increase the productivity 

(Vlachos, 2009). Trainer can be internal, or external but external trainer can be more 

effective than internal (Lim & Ling, 2012) 

Mohapatra and Mishra (2018) found that leadership empowerment and team 

empowerment were not significantly related to organisational performance. Mohapatra 

and Mishra (2018) further looked at different empowennent dimensions such as power, 

decision making, creativity, skill, and creativity and found out that decision-making was 

the most important dimension of empowerment but unfortunately although they do not 

link it with performance. 

According to Perry (201 7) employees need to feel safe and comfortable in the workplace. 

Therefore, organisations need to build policies that focus on employee's well-being that 

will help create a supportive and welcoming culture. It is important to ensure that there is 

no discrimination in the organisation as it brings about a toxic work enviromnent. 

Employees need to feel they are in a safe space where employees feel supported by 
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allowing for more positive relationships. According to Busse and Warner (2017) it is 

important to build conflict resolution guidelines so that leaders can be responsive and 

equipped to act immediately. Therefore, managers need to develop policies by preventing 

micromanaging as well as unrealistic expectations (Berhane & Zewdie, 2018). There is a 

need to treat employees as equals and providing a warm welcome sets a good tone across 

the company. 

2.3 Empirical Review 

It is widely accepted that employee makes up the most important part of an organisation 

as they provide the potential to enhance the organisation's sustainable competitive 

advantage. An organisation such as NCS can achieve a competitive advantage and reach 

its goals by adopting an efficient usage of its Human Resources (Batool, 2016). Most of 

the previous empirical studies have established a relationship between human resource 

management practices and firm performance (Kim & Bae, 2017; Sanjeev & Surya, 

2016). According to Subramanian (2017), employee relations as a human resource 

management concept is one of the techniques perceived for improving employees' 

performance and enhancing organisation performance in the organisation. Employees 

are the indispensable asset and key element of gaining competitive advantage of any 

organisation and good relations is an essential tool for its actualisation (Oluchi, 2013). 

ERM can be interpreted as a specific field of Human Resource Management (HRM) 

adopting different methods and practices to regulate the relations between companies 

with staff to enable companies to achieve their goals (Jing, 2013). ERM is also defined 

as a process that companies use to effectively manage all interactions with employees to 

ultimately achieve the goals of an organisation (Oluchi, 2013). Human resource 
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management can play an important role in building strong employee relationships as 

they can conduct activities that allow employees to work with each other as well as 

managers (Onyango, 2013). 

The Literature reviewed indicates that features of employee relations practices are 

related closely to organisational performance. Mayhew (2017), Bojadziev (2016) and 

Bojadziev (2016) argue that human resource management practices can improve 

employee performance by promoting positive attitudes; increasing employee skills and 

their abilities to do their jobs; increasing motivation and providing employees with 

expanded responsibilities so that they can fully utilise their skills and abilities. 

Busse and Warner (2017) argue that, based on their study conducted at Google, people 

do understand that the workplace is a complex social system which affects their 

satisfaction and productivity. 

Batool (2016) in his study on the effects of organisational conflict management 

practices, found out that these practices support the goals for the group and improve the 

group's performance. Lai (2016) found out that poorly managed conflicts create negative 

interpersonal relationships that reduce the quality of service and hinders the ability to 

obtain meaningful outcomes. Researchers have noted numerous studies of conflict 

resolution bringing positive results (Koley & Rao, 2018; Mabunga & Mabunga, 2019; 

Orence, 2018). According to Sanjeev and Surya (2016) based on Frederick Herzberg's 

model, a behavioural model; when it comes to conflict, there is a need for managers to 
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work against their own goals, objectives and desired outcomes as this behaviour is very 

rewarding when people realise that they are wrong. 

Onyango (2013) explored the relationship between employee empowerment, service 

quality and market orientation and concluded that it had a significant effect on the 

quality of service provided by the employees. Mayhew (2017) revealed that power­

sharing was successful in predicted team performance. Wangila and Kiiru (20 19) in their 

research found out that the respondents were not certain about when and where 

empowerment was influencing organisational outcomes. 

Busse and Warner (2017) examined the relationship between performance-based pay 

and organisational performance and found a positive relationship between the two. 

Chand (2017 studied the relationship between compensation practices and perceived 

employee performance & found a positive correlation. Rahman Akhter and Khan (2017) 

found a significant relationship between organisational outcomes and performance­

related pay. Kirsten and Du Toit (2018) found a significant relationship between 

organisational financial performance and recognition, bonuses and incentivised pay. Rai 

and Pareek (2012); Kim eta/. (2017) reviewed literature analysing communication and 

concluded that there is a link between employee communication and performance. 

However, Smith, Patmos and Pitts (2018) found that lateral communication was a weak 

predictor of job performance and overall organisational performance. 

From the literature reviewed, conflict resolution, employee empowerment, employee 

compensation, and employee voice practices viewed in different dimensions have an 
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influence on organisational performance. However, some researchers have contradicting 

findings coupled with a different scope of this study and that underlines the importance 

of this research. The research has proposed to adopt various theories and models 

including the Thomas Kilmann model; Human Relations theory and Employee relations 

theory to analyse conflict resolution practices and theory X and Theory Y to analyse 

employee empowerment practices; Expectancy Theory of Motivation; and Herzberg's 

Two Factor and Motivational Theory to analyse employee compensation; and Maslow's 

Hierarchy of needs theory to analyse employee needs. 

It has been very important for managers to know what practices influence organisational 

performance for them to take appropriate steps to initiate them (Al-khozondar, 2015). 

According to Kuzu and Ozilhan (2014) performance is equivalent to the famous 3Es 

(economy, efficiency and effectiveness) of a certain programme or activity. However, 

according to Khan (2017) organisational performance is the organisation's ability to 

attain its goals by using resources in an efficient and effective manner. Perry (2017) 

defined organisational performance as the ability of the organisation to achieve its goals 

and objectives. Organisational performance is determined by a broad range of factors, 

and some can be evaluated quantitatively, while others require a qualitative analytical 

approach (Muthoka, 201 7). Several factors affect performance and most significant of 

these are the complementary factors of production as well as technology/innovations, 

institutional back-up, workers motivation, the quality of labour, and environment 

(Anyawu, 2003). Muthoka (201 7) provides a framework that separates the factors 

affecting individual productivity into five distinct, but interacting, sets of variables. 
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These are individual physical characteristics, psychological, sociological variables, 

technological variables and system variables. 

2.4 Conceptual Framework 

Good employee relations create a pleasant atmosphere for employees, which can 

increase their motivation. Increased employee morale can lead to an increase in workers' 

performance as well. Organisations investigating in employee relation programs may 

experience an increase in performance which leads to an increase in profit for the 

business (Berhane & Zewdie, 2018). In the research conducted by Pulakos & O'leary 

(20 11) it was identified that employee relations practices followed in the organisation 

had a direct effect on the performance of workers in the organisation. Employees with a 

higher level of satisfaction with the existing organisation practices are more productive 

and resistive towards changing the current organisation. In a similar way, the research 

conducted by Kuzu and Ozilhan (2014) and Al-khozondar (2015) also revealed that 

improving the employee relations practices of an organisation can improve the 

performance of employees and thereby the overall productivity of the organisation. 
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Figure 2-2: Conceptual framework 

Author's construct (2021) based on literature review (Ackon,2018; Al-Khozondar, 2015; 

Chaudhry et al., 2011, Mohapatra & Mishra, 2018). 

According to Chaudhry et al. (2011) employee relations practices play a significant role 

in enhancing the performance of organisations indirectly. In their study, they found that 

the performance of employees depends on job satisfaction, compensation structure, 

reward plans, promotions, motivation, the environment, training, staffing and succession 

planning. A study conducted on employee relations in SMEs indicated that when 

managers treat employees fairly and with respect, Employee Relations plays a 

significant role in enhancing their motivation and commitment, which in turn improves 

organisational performance (Lai, 2016). This is achievable through various practices 

and according to Onyango (2013) these management practices include: 1) employee 

empowerment and involvement; 2) initiating employee suggestions; 3) facilitating 

collective bargaining; 4) conflict management and grievance redress measures; 5) 

expertise training and development; 6) transparency in communication and; 7) 

encouraging group activities (teamwork). 

According to Mayhew (2017) maintaining healthy Employee Relations in an 

organisation is a pre-requisite for organisational success as it also leads to more 

efficient, motivated and productive employees which further leads to better performance 

of an organisation (Kim & Bae, 2017). According to Batool (2016), the importance of 

healthy and robust Employee Relations, cannot be over emphasised. When employee 
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and management relations are hampered, this results mostly in employee indiscipline, 

grievances, stress and ultimately losing talent. 

However, Strohmeier (2013) argued that given the early and still emerging state, there is 

little knowledge and agreement regarding ERM. This same sentiment was also 

expressed by Subramanian (2017), who clarified the ERM concept and derived research 

implications and found that technological strategies of ERM should be discussed based 

on Customer Relationship Management. Thus, managing human relations has become 

the most difficult challenge that the managers are facing today. 

2.5 Research Gap 

The available literature indicates a severe lack of empirical studies designed to explicitly 

explaining the influence of employee relations practices on organisational performance, 

specifically in Namibia. The literature points out that the link between employee relation 

practices and organisational performance is like a 'black box', that lacks clarity 

regarding 'what exactly leads to what as (Sahedur & Taniya, 2017; Yongcai, 201 0) 

noted that the link between employee relations is job satisfaction. However, the 

relationship between job satisfaction and performance is an issue of continuing debate 

and controversy (Judge, Weiss, Kammeyer-Mueller & Hulin, 2017). 

They are considering that previous researchers do not agree on the ER practices, 

policies, and systems employed accordingly. Muthoka (2017) has argued that the results 

derived from these studies are not comparable. There is a great need for additional 

evidence to support the employee relation-performance relationship. Ngui (2014) 
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suggested that similar studies should be done in other sectors of the economy such as the 

manufacturing sector, the transport sector, and the -;ervice sector among others to 

compare its findings with those from different industries. Therefore, this study seeks to 

fill this gap by looking at employee relationship management in the Namibian public 

sector. 

2.6 Summary 

The reviewed articles examined the effects of employee relations on employee 

performance. From this, it was concluded that good employee relations practices 

motivate employees for better performance and contributes to the overall success of the 

organisation. It also concluded that employee relationship management components 

such as communication, participative leadership, empowerment, motivation, and conflict 

management have a significant effect on the performance of employees. Organisations 

realised that employee relationship management facilitates building a strong relationship 

with their employees. When employee relationship management can build, strengthen & 

reinforce commitment, it enhances employee performances which in turn boost 

organisational effectiveness. 

From the extensive review of prior research, although it was found that employee 

relations have a direct effect on employees performance, the studies didn't make an in­

depth investigation on the issue since they fail to notice several variables such as trade 

unions, collective agreement, employee health, safety and security and flexible work 

schedule which are essential factors in fostering employee relationship management. On 
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top of this, the literature couldn't address the nature of the working relationship of 

various sectors as most of the studies concentrated on Namibian organisations. 

Therefore, on the bases of the given information on the prior studies, to fill the existing 

gap it requires reliable, comprehensive empirical investigation to examine the effects 

employee relations have on the identified variables on improving employees' 

performance. 
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CHAPTER 3 : RESEARCH METHODOLOGY 

3.1 Introduction 

This chapter describes the methodology used in determining employee relations 

management and its effects on employee performance at the Namibian Correctional 

Service. The chapter highlights the research area, research design, target population, 

sampling techniques, data collection techniques and methods as well as data analysis. 

3.2 Research Design 

Akhtar (20 16) describes the research design as a blueprint, or outline, for conducting the 

study in such a way that maximum control will be exercised over factors that could 

interfere with the validity of the research results. The research design is the researcher's 

overall plan for obtaining answers to the research questions guiding the study. Hancock 

and Algozzine (20 1 7) state that designing a study helps researchers to plan and 

implement the study in a way that will help them obtain the intended results, thus 

increasing the chances of obtaining information that could be associated with the real 

situation. 

This study used quantitative research method as Goertzen (2017) explained that it uses 

data that is transposed into numbers, in a formal, objective, systematic process to obtain 

information and describe variables and their relationships. Quantitative methods were 

used in this research because as Siedlecki (2020) explained that quantitative methods are 

good for studies that have many respondents to make accurate comparisons amongst the 

population. Quantitative research method allowed the researcher to determine facts, do 
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statistical analysis and demonstrate findings on employee relationship management, and 

this justifies the use of the quantitative approach. The research also used an exploratory 

descriptive research design. 

For this study, the descriptive research design was used since it is a design which 

involves observing and describing the behaviour of a subject without influencing it in 

any way. According to Goertzen (2017), descriptive studies are done when researchers 

want to establish the relationship of events without interfering with the purpose of 

reporting facts as they are. This design was chosen and considered appropriate for this 

study since it was able to give room for exploratory and descriptive data. This form of 

data was important in understanding the influence of employee relations practices on 

organisational performance at the NCS. 

3.3 Population 

Population refers to an entire group of objects having common observable characteristics 

(Fisher, & Schneider, 20 16). The study was interested in the target population, which 

comprised of all individuals, objects or things that can reasonably be generalised in 

research findings (Hancock and Algozzine, 2017). According to the employee list report 

from the NCS (2020), there are currently 350 employees in the WCF branch of the NCS. 

Thus, the target population for this study was 350 employees from the WCF. 
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3.4 Sample 

This research used a random sampling technique to sample the population. This means 

that every participant in the sample had an equal chance of being selected from the entire 

population. The sample size for this research was 187 participants. Sample size can be 

computed based on the population, the margin of error and the confidence level 

(Creative Research Systems, 2013). Thus, 187 participants were obtained at a 

confidence level of 95 % and a margin of error of 5 %. 

1 . ( ) Population(N) 350 = 187 
Samp e SIZe n = l+(Population(N) • (e2)) - 1+(350• (1-0.95) 2) 

The sample was selected based on probability sampling strategy. In probability 

sampling, each sample has an equal probability of being chosen (Tille & Wilhelm, 

2017). Thus, a probability sample is one in which each element of the population has a 

known chance of being of selected. This method of sampling was chosen to give the 

probability that the sample was representative of the whole population of NCS. 

However, there are various probability sampling techniques, and simple random 

sampling was utilised in this study. According to Sharma (20 1 7) the simple random 

sampling technique is a completely random method of selecting subjects, and it can 

include assigning numbers to all subjects and then using a random number generator to 

choose random numbers. In this study, a list of employees was obtained from the Human 

Resources department of the NCS. Based on the provided list, each employee was given 

a random number and based on these numbers; the researcher selected 187 employees 

who participated in the study. 
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3.5 Research Instruments 

A structured questionnaire was chosen as the data the collection instrument to survey the 

respondents. The questionnaire was divided into four (4) parts. Part one (1) provided the 

general information of the participants such as their gender, educational level, 

experience and their department. Part two (2) investigated how employees value the 

importance of ERM while part three (3) looked into the influence of employee 

empowerment on organisational performance through ERM. The last section 

investigated identifying the challenges hindering the implementation of ERM. 

Throughout these sections, the respondents were requested to respond to statements 

which were based on the various types of questions such as a 5-point Likert scale. 

Structured questions were included because they are easier to administer and to analyse. 

According to Hancock and Algozzine (20 1 7) structured questions are more efficient in 

the sense that a respondent is able to complete more structured items than non-structured 

items in a given period of time. The questionnaires were in English, and instruction 

guidelines were attached to the questionnaires to guide the subjects as to whether to 

circle or tick the chosen response. 

3.6 Data collection procedure 

Permission to conduct research was obtained from the NCS in Windhoek through the 

NCRST office who issued the research permission letter to the researcher. 

Questionnaires were constructed and subdivided into categories to satisfy the research 

b . · Th questionnaires were administered online by the researcher to WCF staff o ~ectlves. e . 
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The researcher could not distribute the questionnaires face to face due to the COVID-19 

pandemic restrictions. Respondents were granted two weeks to fill and electronically 

submit the questionnaire back to the researcher. 

3. 7 Data analysis 

The data was coded in Excel and the coded data was transferred to the Statistical 

Package for the Social Sciences (SPSS) and the researcher made use of statistical 

measures which included standard deviations, percentages and also mean scores. 

Descriptive statistics were used in the analysis of the quantitative data. That is, are the 

two categorical variables independent (unrelated) of one another mentioned in chapter 1. 

Frequency tables, charts and graphs were used to present the data diagrammatically. The 

researcher used the data with the aim of presenting research findings to establish and 

come up with ERM effects on employee performance at the NCS and the study was 

conducted at the Correctional Facility of Windhoek known as Windhoek Correctional 

Facility. 

3.8 Research Ethics 

Written permission to conduct the research study was obtained from the National 

Commission on Research Science and Technology (NCRST) as per the authorisation by 

NCS after thorough analysis on the research topic and the relevance of the study (see the 

annexure of the permission letter issued by NCRST as authorised by NCS Research 

Committee). 
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Participation consent was obtained through the "PARTICIPANT INFORMATION 

LEAFLET AND CONSENT FORM" obtained from the University of Namibia before 

they could complete the questionnaires. Tasse and Kirby (20 17) define informed consent 

as the prospective subject's agreement to participate voluntarily in a study, which is 

reached after assimilation of essential information about the study. The participants were 

informed of their rights to voluntarily consent or decline to participate and to withdraw 

participation at any time without penalty. Through the written consent, participants were 

also informed of the purpose of the study, the procedures that would be used to collect 

the data and were assured that there were no potential risks or costs involved. 

Anonymity and confidentiality were maintained throughout the study. Dimitri, Goubert, 

Miller, Thomas and Chan (2016) define anonymity as when subjects cannot be linked, 

even by the researcher, with his or her individual responses. In this study, anonymity 

was ensured by not disclosing the participant's name on the questionnaire and research 

reports and detaching the written consent from the questionnaire. When subjects are 

promised confidentiality, it means that the information they provide will not be publicly 

reported in a way which identifies them (Dimitri et al., 2016). In this study, 

confidentiality was maintained by keeping the collected data confidential and not 

revealing the identities of the participants when reporting or publishing the study 

findings. The data collected is being kept in a locked cabinet accessible only to the 

researcher for five years at the NCS office and when no longer required will be disposed 

of by shredding and burning. Questionnaires were only numbered after data was 

collected and this coded number was not linked to the respondents. 
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3.9 Summary 

In this chapter, the methodology adopted for the study was discussed. A survey, 

descriptive research design was adopted. Questionnaires were the research instmment 

used for data collection. Details of the method and the motivation of its use in the study 

were also discussed. The following chapter looks into how the data was analysed in 

order to produce research findings. 
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CHAPTER 4 : RESULTS AND DISCUSSIONS 

4.1 Introduction 

This chapter discusses the data analysis and findings of the study. The questionnaire 

used in this study was carefully analysed to ensure that the data gathered was presented 

clearly with the aid of tables, percentages, and graphs, where possible. The Chart 

analysis was conducted to capture the data essential to accomplish the research 

objectives. The overall aim of this study was to investigate ERM and its effects on 

employee performance at the NCS for the district of Windhoek, known as Windhoek 

Correctional Facility (WCF). The questionnaire comprised four sections with structured 

questions that were developed to ensure the objectivity of the data. 

The study surveyed 187 respondents; however, only 88 participants took part in the 

survey where the respondents filled in their questionnaires online. Thus, the 

respondent's rate for this study is 47%. According to Tyser, Abtahi, McFadden and 

Presson (2016) a survey's response rate has always been viewed as an important 

indicator of survey quality even though surveys with lower response rates (near 20%) 

had more accurate measurements compared to surveys with higher response rates (near 

60 or 70%). Nevertheless, Fulton, (2018) added that despite these recent research 

studies, a higher response rate is preferable because the missing data is not random. This 

chapter, therefore, summarises the ERM relationship aspects between the employer and 

its employees through meaningful communication to improve employee satisfaction, 

employee commitment, employee performance in order to reduce employee turnover to 

achieve NCS goals. 
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4.2 Demographic Information 

To understand the employer and employee relationship there is a need to determine if 

employees do join the union based on their education level as this assist with the rolling 

out of the ERM implementation. 

4.2.1 Union Membership 

UNION MEMBERSHIP 
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Figure 4-1: Employees joining a trade union 

This study also looked at whether the employees also belong to a union. The results 

indicated that most of the respondents - 79 (89.7%) were part of a union and only 9 

respondents (10.22%) were not part of the union. These fmdings are very won·isome 

because according to Benson and Brown (20 1 0), industrial relations research has 

traditionally viewed trade unions as the primary mechanism for employee voice. These 
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findings could depict that the low representation of the employees in the trade union 

indicates that the employees do not have a platform to have their voice heard, which 

could impact the ERM of NCS, as approximately 90% of NCS employees are uniform 

wearing personnel, who are prohibited from joining trade unions. 

4.2.2 Number of years Employed 

NUMBER Of YEARS EMPLOYED 

Years 

Figure 4-2: Number of years employed 

The number of years the respondent is employed is presented in Figure 4-2. This a good 

indication as it indicates that most views in this research are obtained from respondents 

who are well experienced as they have been working for more than 12 years. There were 

22 respondents which is (25%) of the respondents who worked at the NCS for 1-4 years 

and 5 respondents, which is (5.7 %) who were the lowest serving employees and worked 
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for 5-6 years in the NCS, whereas 19 respondents that as represented by 21.6% worked 

for 9-12 years. Respondents who worked for more than 12 years were 42 represented by 

(47.7%) years and this means that most of the respondents have extensive experience 

when it comes to valuation in NCS and their views are captured in this study. 

4.3 Importance of Employee Relations Management Practices 

This section is identifying the ERM practices that the NCS has considered in improving 

employer and employee relationships with the goal if of informing the NCS of what they 

need to consider when developing a ERM policy. The respondents had to choose 

between whether they feel the ERM is not at all important, slightly important, important, 

important, or very important.4.3.1 ERM: Human Resource Management 
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4.3.1.1 Fair selection and recruitment processes 

FAIR'S CTIONAND ENTPROCESS --------. 

Response 

Figure 4-3: Fair selection and recruitment process 
The study sought to establish how the employees at NCS rate the importance of the 

selection and recruitment processes in the organisation in terms of fairness. The study 

observed that 37 respondents which is (42.0%) of the respondents were of the opinion 

that the selection and recruitment processes at the NCS in terms of fairness was 

important, while 21 respondents which is (23.9%) of the respondents said it is very 

important. A study conducted by Yaro (2014) in Nigeria indicated that there is always a 

need to identify the irregularities of the recruitment and selection exercise in the Public 

Service being the government's tool for increasing the workforce and filling in the 

vacant positions of those who left the service. Acikgoz (2019) added that the fair 

selection in recruitment must be objective, consistent, and non-discriminatory resulting 
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in the best person being selected for the job. However, 21 respondents which is a 

representation of (23.9%) of NCS employees are of the opinion that this is not at all 

important, while 3 respondents (3.4%) opted for slightly important. Thus, the NCS 

employees regard that. 

4.3.1.2 Objective and Transparent Rewards and Incentive System 

Response 

Figure 4-4: Transparent and objective rewarding system 

The study sought to establish whether the rewards and incentives system in the 

organisation characterised by its objectivity and transparency is considered as an 

important aspect ofERM, as shown in Figure 4-4. The study reveals that 59 respondents 

as represented by (67.0%) of the respondents have indicated that the process is slightly 

considered important. This parameter had the highest response as only 2 respondents 

which are (2.3%) said the organisation considers its rewarding system as transparent and 

objective, while 9.1% said that this is not at all important. 

Chaudhry et a!. (20 11) noted that the employee relations practices such as the reward 

plan impart a significant role to enhance the performance of organisations indirectly. 
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Rewarding an employee means giving him something more than what is usually given to 

him or other employees at the same level. If he is rewarded with something as a mark of 

recognition for something he has done, then it is motivational to the employee. 

Chaudhry eta!. (2011)'s findings were that the performance of employee depends upon 

on the compensation structure as well as the reward plans. These study findings are a 

clear indication that NCS does not really offer a transparent and objective rewarding 

system which can impact the performance of the employees. 

4.3.1.3 Managers Strengthen Relations with Employees 

STRENGTHENING & EXPANDING RELATIONS 
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Figure 4-5: Managers seek to strengthen and expand relations with employees 

According to Osborne and Hammoud (20 17) effective employee engagement in the 

workplace as an engaged employee is driven to help their organisation succeed by 

directing their best efforts towards their work. Therefore, they believe in the 

organisation and they will work to make sure that the organisation succeeds. Managers 

seek to strengthen and expand relations with employees and the outcome is in 

Figure 4-5. The study revealed that 74 respondents which is (84.1 %) of the respondents 

view that NCS managers seeking to strengthen and expand the relationship with 

employees is seen as slightly important while 14 respondents (15.9%) of the respondents 

are of the opinion that it is not at all important. Studies have shown that immediate 

managers who share good working relationships with the employees can play a huge 

role in improving employee's engagement levels (Heide, Von Platen, Simonsson and 

Falkheimer, 2018). Moreover, engaged employees will go above and beyond to provide 

great service to customers as they will take pride in performing their jobs to the best of 

their ability (Osborne & Hammoud, 2017). 
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4.3.2 ERM: Communication 

4.3.2.1 Problems and Obstacles discussions 

CONTINUOUS DISCUSSION WITH EMPLOYERS 

Response 

Figure 4-6: Managers continuously communicate with employees 

Managers' communication with employees is a topic that needs much more attention 

than it currently gets because the way managers communicate with employees is 

significant (Heide, von Platen, Simonsson, & Falkheimer, 20 18). The study sought to 

reveal whether managers regularly communicate with their employees within the NCS 

regarding work problems and obstacles. The outcomes show that 49 (55.7%) of the 

respondents have pinioned that they feel that managers managers communicate regularly 

with employees is fairly important, while 21 respondents (23.9%) believed that it is only 
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important, while 2 respondents, (10.3%) regarded it as very important. Kim et al. (2017) 

reviewed literature analysing communication and concluded that there is a link between 

employee communication and performance. However, Smith, Patmos and Pitts (2018) 

found that lateral communication was a weak predictor of job performance and overall 

organisational performance. 

The findings from this study indicated that managers from NCS do continuously talk 

with their employees about work problems and obstacles. Communication is a vital 

management component to any organisation. Findings from Heide, Von Platen, 

Simonsson and Falkheimer (2018) indicated that communication should either be for 

updating employees on new policies, to prepare for a weather disaster, to ensure safety 

throughout the organisation or to listen to the attitudes of employees. Therefore, 

effective communication is an integral part of effective management. Thus, to be 

successful, organisations should have comprehensive policies and strategies for 

communicating with their constituencies, employees and stakeholders as well as with the 

community at large. 
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1.3.2.2 Clear message delivery 

CLEAR DELIVERY OF WORK ENGAGEMENT 
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Figure 4-7 Clear delivery ofwork engagement 

Fairly 1mport<~nt W:ry import<mt 

According to Harrell-Cook, Levitt and Grinun (2017) employees who are engaged in 

their work and committed to their organisations give companies crucial competitive 

advantages, including higher productivity and lower employee turnover. There is a need 

for effective employee engagement in the workplace. Thus, the study sought to establish 

whether the manager can deliver clear messages to employees about matters relating to 

work. The results in Figure 4-7 show that the majority of the respondents, 59 (67.0%) 

respondents noted that it is slightly important for their managers to deliver clear 

messages to employees about matters relating to work while 16 (18.2% ) respondents 

regard this to be fairly important. These fmdings have strongly indicated that NCS 
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managers only slightly regard the importance of clearly delivering messages to 

employees about matters relating to work. Thus, to engage workers as well as to benefit 

from that engagement, the organisation needs to invest in its human resource practices 

by taking into consideration the potential return that is devoting resources to the HR 

practices an organisation believe that it will generate the biggest investment (Kim et al. 

2017). 

1.3.2.3 Acceptance of Criticism 
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ACCEPTING CRITICISM 

Response 

Figure 4-8: Manager accepting criticism from the employees 

The study revealed whether the managers accept criticism from their employees. The 

results in Figure 4-8 show that managers receiving criticism is only very important by a 

mere 2.3% and 13.6% said it is fairly important. According to Andiappan (2020) being 

open to receiving and learning from constructive criticism is essential to employee 
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(management) training, growth, and development and no manager is perfect, and 

everyone has areas for improvement. Thus, this study shows that only 2.3% of 

employees are of the idea that NCS managers accepting criticism from employees as 

very important, speaks volume of the fact that NCS is without openness to this type of 

input, it is impossible for their managers to improve. However, the majority (47.7%) of 

the respondents are of the opinion that the NCS as an organisation looks at this as it is 

only slightly important while 31.1% think it's on average important. 

1.3.2.3 Communicated Feedback from Employees 

ACCEPTING COMMUNICATED FEEDBACK FROM EMPLOYEES 
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Figure 4-9: Obtaining feedback from employees 

The study also reviewed whether the organisation asks for feedback from the employees 

about the quality of information they receive. However, Figure 4-9 shows that none of 
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the respondents is of the opinion that it is important that ERM in terms of 

communication for employees to receive feedback for their work data. With 50 

respondents which is equivalent to (56.8%) of the respondents are of the opinion that 

this statement is important, while 21 respondents (23.9%) look at it from the point of 

slightly important. This is not a good sign of the feedback communication within NCS. 

According to Pavlenko (2019), organisations need to ensure that their companies grow 

with their employees by giving them an opportunity for open and 

honest employees and employer feedback. Moreover, communication plays a crucial 

role in organisations, and it is one of the most important factors which improve the 

relationship among employees. 

According to Heide, Von Platen, Simonsson and Falkheimer (2018), when 

communication is open and transparent, employees can build high trust in their 

organisation and perceive the organisation as being transparent. Thus, this study 

revealed that there exists a line of open and transparent communication in the 

organisations even though it's not given a high level of importance. Andiappan (2020) 

further noted that effective communication systems and that there is regular feedback 

from managers that helps to improve work. 
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4.3.3 ERM: Trust 

4.3.3.3 Fair Treatment 
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Figure 4-10: Fair treatment with no discrimination 

ERM focuses on building relationship and trust that leads to happy employees as happy 

employees work better together, have greater trust and are a great recruiting vehicle 

because they tell others they love where they work but most importantly, they are 

willing to commit to extraordinary results (Al-khozondar, 2015). The research also 

looked at whether the employees are treated fairly and they are not discriminated. The 

results show that 56 (63 .8 %) of the respondents are of the opinion that the organisation 

treating employees fairly and without discrimination is not at all important, and only 32 

(36.4%) of the respondents look at it as slightly important. However, Saleh (2020) is of 

the opinion that organisations can only flourish in any society if the rights of the humans 

are respected, upheld as well as advanced as this can also contribute to positive human 
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rights impacts. Therefore, all employees should be treated fairly and equally, without 

discrimination and line managers should ensure all employees ' work is conducted on the 

basis of freely agreed and documented terms of employment, clearly understood by and 

made available to relevant employees and others (Pavlenko, 2019). 

1.3.3.4 Decision's Impact on Employees 

DECISIONS ARE MADE WrTH CONSIDERATION FOR EMPLOYEES 

Notal all 
1mport:a 111 

Response 

Figure 4-11: Manager's decisions considering employees 

When employees are involved in making decisions, they gain a professional and 

personal stake in the organisation and its overall success (Oude, Henkens, Liu, Schippers 

& Wang, 2018). Oude, Henkens, Liu, Schippers and Wang (2018) further claimed that 

this commitment by managers considering employees when making decisions leads to 
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increased productivity as employees are actively participating in various aspects of the 

company and wish to see their efforts succeed overall. 

According to Figure 4-11 on managers making decisions by considering the decisions 

impact on the employees, the results show that NCS looks at this as just important 32 

respondents equals to (36.4%) while 25 respondents accounting for (28.4%) noted that it 

is fairly important and only 1.1% accounting for it as very important. Managers are 

making the decisions; they only consider the decision's impact on the employee as 

slightly important 24 respondents accounted for (27.3%). Bringing employees on board 

when making decisions about the company means that managers involve their 

employees by considering their input once a decision has been made (Rajaee & 

Abdolvand, 2018). Trust serves as a key factor in determining employee relations. Thus, 

companies that make decisions while keeping employees in the dark may lose their 

employees' trust. 

According to Al-khozondar (2015), some employees may believe that the company is 

keeping decisions about its future plans secret because those plans include adverse 

outcomes for employees and thus the need to involve employees in the company's 

decision making, mostly brings transparency to the workplace. This study findings show 

that employees that feel they are only required to do their work even though their 

decisions are not considered. Employees that feel they can become a valuable asset 

based on their work, as well as their ability to provide important ideas, offer input and 

perhaps pursue growth opportunities within the company, this will create a positive 
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atmosphere within the corporate culture (Oude, Henkens, Liu, Schippers & Wang, 

2018). 

1.3.3.5 Accounting for Employees decisions 

CONSIDERATION Of EMPLOYEE OPINIONS 
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Figure 4-12: Managers taking employee opinions into account 

The results from the study in Figure 4-125 shows that the majority of the employees at 

NCS have said that their managers taking the opinions of employees into account when 

making decisions is only seen as important by 35 respondents equals to (39.8%) of the 

employees while 25 respondents as represented by (28.4%) thinks NCS considers this as 

a fairly important aspect. 

However, there are sti1120 respondents which is (22.7%) of the employees who viewed 

this as a slightly important aspect, while 6 respondents which is (6.8%) are of the 
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opinion that it is not at all important. Involving employees in decision making can be 

beneficial for your business and employees. According to Adamska-Chudzinska (2020) 

when employers let employees help with decision making, it shows that they tmst them 

even if they let employees give input to assist employees in making the final decision 

and it still show that they value their opinions. There are only 2.3% of the employees are 

of the opinion that the NCS takes the employees opinions into account. A study by Kim, 

Park, Cameron, Meadows, Ott and Xiao (2017) study done in China shows that only a 

quarter of employees feel their opinions matter at work while others have their opinions 

rejected or just not considered. 

1.3.3.6 Appreciating Employees 

MANAGERS APPRECIATING EMPLOYEES 
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Figure 4-13 Managers appreciating employees who perform their tasks properly 

Employee appreciation is an essential part ofhuman need at the workplace as employees 

react positively when management shows appreciation for their good work or effort 

(Adamska-Chudzit1ska, 2020). The results from the study show that 38 respondents as 

represented by (43.2%) of the respondents are of the opinion that NCS looks at this 

aspect as fairly important and only 24 respondents (27.3%) look at it from a very 

important point of view. According to Al-khozondar (2015), there are several companies 

that do not see the importance of employee recognition. Therefore, management often 

does not see the bigger picture of achieving goals, getting the profits and making the big 

bucks, but they often forget the people who are involved in making their goals 

achievable (Al-khozondar, 2015). 

This study has shown that managers appreciate employees who perform their tasks 

properly is slightly important 4 respondents (4.5%). These findings are in line with the 

result of several researchers. However, employee recognition is important as it increases 

the level of productivity at work, reduces the employee turnover, generate higher profits 

and do not forget the increase in customer satisfaction (Saleh, 2020). 

4.4 ERM Influence of Employee Empowerment 

This section looks at various aspects that may influence on employee empowerment 

through Employee Relations Management (ERM). 
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4.4.1 Work Engagement and Empowerment 

This question obtains information on whether the organisation has ensured that work 

engagement and empowerment play a significant role in employee involvement. 

WORK ENGAGEMENT AND EMPOWERMENT 
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Figure 4-14: Work engagement and empowerment 

Creating healthy organisations has become a focal point for organisations in improving 

employees' health and wellbeing as satisfaction with the job has been widely considered 

as an important element or indicator of personal wellbeing (Di Fabio, 2017). The 

findings in Figure 4-14 obtains information on whether the organisation has ensured that 

work engagement and empowerment play a significant role in employee involvement. 

The outcome is that 46 (52.3%) of the respondents said that it is false; the NCS has not 

ensured that work engagement and empowem1ent play a significant role in employee 

involvement. Only 42 respondents (47.7%) said that this statement is true and that it is 

indeed a true reflection of the NCS. According to Kirkman, Chen, & Mathieu (2020), 
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empowering employees is simply giving your employees more freedom and thereby 

making them more accountable in every task they handle. Thus, the majority of the 

employees at NCS do not feel empowered. The next graph looks at these responses in 

detail to determine if the responses vary in accordance with the employment levels. 

4.4.2 Empowerment to Daily Engage work 

This section looks at whether employees at NCS are empowered emotionally, 

physically, and cognitively to engage in their daily work. 

EMPOWERMENT TO DAII. Y ENGAGE WORK 
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Figure 4-15: Emotionally, physically and cognitively to engage in their daily work. 

According to Di Fabio, (2017) psychology empowerment linked empowering leadership 

. · c t. work efforts and creativity. The study outcome in Figure 4-15 shows to JOb sat1s1ac wn, 

41 ndents (46 6%) NCS employees who took part in the research have that some respo · 
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indicated that it's false that their organisation has been empowering them emotionally, 

physically and cognitively to engage in their daily work while 47 respondents which is 

(53.4%) have indicated that this statement is true. The wellbeing of employees has 

become a critical topic for today's policymaker as organisations have also begun to shed 

more light on how to enhance employees' wellbeing (Joo, Zigarmi, Nimon & Shuck, 

2017). However, most of the employees at NCS have indicated that their wellbeing has 

been taken care of. 

4.4.3 Responsibility in meeting Employee needs 

This section looks at whether the organisation is always taking the responsibility to 

provide for the needs of the employees by providing proper training and building a 

meaningful workplace environment; in tum, employees have the responsibility to 

provide a meaningful contribution to the organisation. 
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Figure 4-16: Responsibility of providing for the needs of the employees through 
proper training and team building 

The results in Figure 4-16 shows that 36 (40.9%) of the respondents indicated that it is 

false that NCS takes responsibility for providing employees with their needs in terms of 

proper training and team building. The study also shows that 52 (59.1%) of the 

employees said that NCS takes responsibility for providing for the needs of the 

employees through proper training and team building and in tum, employees have the 

responsibility to provide a meaningful contribution to the organisation. 

Davis and Simpson (2017) explained that to ensure that new workforce candidates attain 

the essential skill levels needed in today's workplace, business leaders have the 

responsibility to partner with and other organisations to provide learning opportunities as 

the means to the continued acceleration of change, both domestically and globally, 

places greater emphasis on the role of HR to develop effective employee engagement 

strategies for the current and future workforce. Moreover, training offered by the 

organisations equipped the employees with the necessary information and skills on how 

to go about their daily work activities and help in improving their performance. 
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4.4.4 Perceived Importance of Employee Engagement 

This section looks at whether NCS perceives employee engagement as important even 

though the issue of how to increase the level of employee engagement is not warranted. 

PERCEIVED IMPORTANCE OF EMPLOYEE ENGAGEMENT 
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Figure 4-17: Perceived Importance of Employee Engagement 

Engaging employees is critical for retaining valuable talent and is an important piece of 

the employee satisfaction puzzle as disengaged employees are more likely to leave their 

jobs (Clack, 2020). The results in Figure 4-17 shows that 72 respondents which is 

(81.8%) of the employees have indicated that it is true that their organisation perceives 

the importance of employee engagement even though only 16 respondents as 

represented by (18.2%) of the respondents are not in agreement with this statement. 

Engagement is the degree to which employees are passionate about their work and 

devote themselves to their work. Engaged employees go the extra mile to contribute to 

58 



the success of your organisation and this means that employees work and express 

themselves in a physical, cognitive and emotional manner (Tamen, 2013). Moreover, 

organisations embedding the enablers of employee engagement as the way they work 

have more chance of surviving in the new global economy, because they are building the 

future with and around their people (Lai, 2016). Engagement takes committed and 

motivated employees to the next level. According to Clack (2020) states that engaged 

employees are to concentrate on the goals of the organisation and on the results that the 

organisation expects. However, this study shows that only those in the management line 

have the feelings that they really can contribute to the success of your organisation and 

that all their abilities are being utilised. 

4.5 Challenges Impacting ERM 

Challen es 
The organisation does not promote 
dialogue and communication 

The organisation does not leverage its 
em lo ees' desire to do ood at work 

The organisation does not help 
employees to feel valued in completing 

their assi ed tasks. 

The organisation does not inspire and 

reward em lo ees 
The organisation does not offer career 

development to its employees 

0.0% 

0.0% 

0.0% 

2.3% 

0.0% 

11.4% 33.0% 39.8% 15.9% 

13 .6% 19.3% 60.2% 6.8% 

11.4% 6.8% 71.6% 10.2% 

11.4% 14.8% 58.0% 13.6% 

13.6% 19.3% 60.2% 6.8% 

The study sought to establish whether there were any challenges impacting ERM at the 

NCS. The results show that 35 respondents which is (39.8%) of the respondents have 
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agreed that NCS as a public organisation does not promote dialogue and communication, 

while 29 respondents (33%) of the respondents are not sure. However, Rai and Pareek, 

(2012) have noted that ERM is all about effective organisational communications for 

building employee confidence, trust and loyalty as well as to enable management to 

realise the potential of the skills and knowledge within their organisation. 

Moreover, a study conducted by Lai (2016) on employee relations in SMEs has 

indicated that when managers treat employees fairly and with respect, it plays a 

significant role in enhancing their motivation and commitment which in turn improves 

organisational performance and communication. These challenges are an indicator that 

NCS is struggling to maintain communication, as this was identified as one of their 

challenges. Communication and trust with regards to Human Resource Management, the 

study shows that employees at NCS rate the importance of the selection and recruitment 

processes in the organisation in terms of fairness as just important. 

NCS should provide mspmng and effective leadership, open and transparent 

communication which will lead to motivated employees and good performance. 

Moreover, NCS as a public organisation should improve communication with the 

employees through exchanging ideas, feelings and opinions with management. 

The study also sought to determine whether the organisation is challenged by leveraging 

its employee's desire to do well at work. The outcome of the study indicates that 53 

respondents (60.2%) of the respondents have agreed that this is a challenge at NCS, 

while 17 respondents (19.3%) are not sure, while 6 respondents (6.8%) are in strong 
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agreement with this statement. According to Davis and Simpson (2017), the increased 

demand for work/life balance and the changing relationship between employers and 

employees are driving the need for HR professionals and their organisations to 

understand what employees need and want truly and then determine how to meet those 

needs while at the same time developing and leveraging workplace talents at all levels. 

However, the employees at NCS have indicated that their organisation does not leverage 

its employees' desire to do well at work. 

ERM strives to build long-term relationships with valued employees. Like any other new 

management concept, ERM is viewed as an advantageous approach that offers mutual 

values for employees and employers. Major values promised to employees are the 

greatest possible satisfaction of their individual needs, while the increased attraction , 

retention, motivation, and performance of employees are values promised to employers 

(Strohmeier, 2013, p. 13). Another challenge that the employees have looked at is 

whether the organisation does not help employees to feel valued in completing their 

assigned tasks. 

The outcome of these findings has indicated that 63 (71.6%) of the agreements with the 

issue that the organisation does not help employees to feel valued in completing their 

assigned tasks. This is an indication that there is a lack of effective employee 

engagement within the NCS as only 10 respondents (11.4%) of the respondents have 

disagreed to this statement. According to Rothmann (2017), employee engagement is 

more than just knowing whether someone likes their job or not. 
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Measuring employee engagement lets you know how committed they are to the business 

and its success. Al-khozondar (2015) the good relationship between the manager and 

employee affect employee's performance where a good relationship can earn the loyalty 

and commitment of the employees when the manager provides steady leadership, clear 

communication, treat the employees fairly and consistently. This tells whether the 

organisation is motivating their employees as they are and how emotionally invested, 

they are in the work they are doing. 

This study has shown that the managers do not take the opinion of employees into 

account and let them participate in decision making which made employees trust their 

managers and to be proud of the organisation that they work for. So, they feel 

uncomfortable and do their best in their jobs. Sharing goals and values with employees 

is important because managers make sure all employees are aware of these goals and 

values to direct their efforts towards the attainment of them which can positively impact 

on employees' performance and organisational outcomes. 

Performance appraisal is a critical element in the performance management system. 

Performance appraisal is a sub-set of performance management and relates to the formal 

process of assessing and measuring employee performance against agreed objectives 

(Al-khozondar, 2015). The formal appraisal takes place regularly, usually annually, 

although it can occur more often. This study also looked at whether the organisation is 

inspiring and rewarding employees. The results in Table 4-1 have indicated that 51 

respondents' equals to (58%) of the respondents are in agreement that the organisation 

does not inspire nor reward an employee. Moreover, only 10 respondents which is 
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(11.4%) of the respondents have disagreed that the organisation does not inspire and 

reward employees. According to Sanjeev and Surya (2016) based on the Frederick 

Herzberg s model, a behavioural model noted that when it comes to conflict, there is a 

need for managers to work against their own goals, objectives and desired outcomes as 

this behaviour is very rewarding when people realise that they are wrong. 

However, Karikari, Opoku Boadi and Sai (2018) argue that reward does not always 

come in the form of money but employees being a part of a team are how an employee 

will gain a deep sense of meaning, purpose and connection in their life. The last 

challenge that the study looked at was whether the organisation does not offer career 

development to its employees. With regards to this statement, 53 respondents (60.2%) of 

the respondents have agreed that the organisation does not offer career development to 

its employees. Thus, NCS as an organisation needs to figure out strategies for 

identifying, encouraging, measuring, evaluating, improving, and rewarding employees' 

performance at work. There is a need for NCS as an organisation to ensure that NCS has 

an environment that builds staffs by ensuring that they participate in performance 

appraisal. 

4.6 Discussion of Findings 

The major purpose of this research was to investigate the effects of ERM on employees' 

c. at the NCS a Correctional Facility in Windhoek, known as Windhoek per1ormance , 

Correctional Facility (WCF). The study shows that ERM components have an impact on 

h 1 , performance at the Namibian Correctional Service. Organisations are t e emp oyees 
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realising that ERM helps them to build stronger relationship with employees. As such 

ERM can build and enhance relationships and reinforce commitment to the organisation 

and improve the employees' performance. 

The study examined the importance of ERM at the Namibian Correctional Service in 

terms of ERM practices such as Human Resource Management (HRM), Communication 

and trust. The study shows that employees at NCS rate the importance of the selection 

and recruitment processes in the organisation in terms of fairness as just important. 

Aspects such as managers seeking to strengthen and expand relations with employees, 

the outcome as well as establishing whether the rewards and incentives system in the 

organisation were characterised by its objectivity and transparency were covered. 

With regards to the fair selection and recruitment process, the study has shown that this 

is regarded as important in terms of fairness. The rewarding system in terms of objective 

and transparency is not as important as it should be as the respondents indicated. The 

same applies to strengthening and expanding relations which is seen as slightly 

important. In tenns of communication, the overall communication within NCS was 

considered not that important and this was measured based on the fact employees are not 

receiving clear messages and they also do not receive feedback from employers. The 

study has also shown that trust is also not considered important within the NCS as 

respondents indicated they are of the opinion that the fair treatment without 

discrimination is not considered as important by the NCS. 
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Overall, the study has indicated that the ERM components (HR practices, 

communication, and trust) are implemented in NCS even though the organisation has 

rated most of these components as not that important. Thus, there is a need for ERM 

status in the organisations to be taken as serious so that it can assist the employees in 

achieving tasks and targets set for their job positions. The study also indicated the need 

for the organisation to help in developing effective communication channels and systems 

so that information needs of employees are met. Moreover, the NCS employees need to 

rethink the decision not to allow the uniformed correctional officers to join trade unions 

as it can also be a voice for employees. 

From this research, it becomes evident that ERM does have an influence on employee 

empowennent and it can also bring benefits for organisations. ERM can work by 

strengthening and increasing the relationship between organisations and their 

employees. To reap the required results from ERM, there is a need to keep 

communicating with and involving employees. The study has indicated that the 

organisation has not ensured that work engagement and empowerment play a significant 

role with regards to employee involvement. All employees at all levels starting from 

managers to normal employees indicated that they are all impacted by this. This despite 

them indicating that the employees at NCS are empowered emotionally, physically and 

cognitively to engage in their daily work. The employees feeling empowered 

emotionally, physically, and cognitively to engage in their daily work are mostly the 

managers and not the low-level employees. 
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With regards to ERM, the study identified that 57.96% of the respondents agreed that 

there are various challenges impacting ERM. Communication has been identified as one 

of the challenges hindering ERM implementation as the study agrees with the facts that 

the organisation does not promote dialogue and communication. The lack of 

communication also meant that the organisation is not leveraging the desire to do well at 

work. This provides I indicates that there is room for balancing and changing the 

relations between the employers to understand truly what the employees desire to 

successfully perform their tasks. ERM also speaks of value and the study found that the 

organisation does not help employees to feel valued in completing their assigned tasks. 

The study further indicated that there is a need for NCS to ensure that all employees are 

well aware of the goals of the organisation as well as the background to the decisions 

that are being made. Thus, the study concludes that good relationships between the 

manager and the employee improve employee performance. Also, a good relationship 

can earn the loyalty and commitment of the employees when the manager provides 

steady leadership, clear communication, treat the employees fairly and consistently. 

4.7 Summary 

This chapter discussed the data analysis and findings and presented them in table and 

graphic format. From this research, it becomes evident that ERM can bring benefits to 

organisations. ERM can work by strengthening and increasing the relationship between 

organisations and their employees. To achieve the required objectives from ERM, there 

is a need to implement them according to strategy. Many companies-built strategies by 

keeping an eye on their employees. The results of the research reveal that if ERM 
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components (HR practices, communication, trust, shared goals and values) are 

implemented in organisations and managers give it great attention in terms of 

importance, then organisations can really thrive. Enhancing ERM in organisations can 

also help employees in achieving tasks and targets set for their job positions and helps in 

developing effective communication channels and systems, so that information needs of 

employees are met. ERM emphasises on performance, growth and development of 

employees for creating competitive advantage. It helps in improving working conditions, 

establishing healthy relations among employees and helps instil a sense of belonging 

among employees. Literature was used to discuss similar findings. 

NCS applies some of the HR practices as a component of ERM which would make the 

employees perform their jobs very well. However, there is still a need for organisation­

wide awareness on the importance of the HR practices in the public sector and their 

important role in improving employees' performance. Employees have the ability to take 

responsibility for the daily burden of work and management does not provide 

appropriate training for staff to enable them to do their jobs. Employees are keen to 

achieve the objectives of the organisations, once they have the ability to work with 

emergency situations and complete the required job in time which leads to lifting the 

morale of workers and improving their perfonnance. 

Training offered by the organisations does not equip the employees with the necessary 

information and skills on how to go about their daily work activities so as to help the 

employees in improving their performance. Reward and incentive systems in the 

organisations are not characterised by objectivity and transparency. Transparency in the 
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reward and incentive system leads to higher productivity that has the possibility of 

enhancing employee performance. This study also revealed that communication plays a 

crucial role at organisations and it is one of the most important factors which improve 

the relationship among employees even though this study has revealed that the NCS as 

an organisation does not regard it with high importance. When communication is open 

and transparent, employees can build high trust in their organisation and perceive the 

organisation as being transparent. The research revealed that there exists no open and 

transparent communication in the organisation; no effective communication systems as 

there is no regular feedback from managers that help to improve work. The next chapter 

concludes the study, discusses the conclusions and limitations and makes 

recommendations for practice and further research. 
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CHAPTER 5 : CONCLUSIONS AND RECOMMENDATIONS 

5.1 Introduction 

In this chapter the conclusions are drawn in accordance with the obtained results, 

recommendations will be presented, following the conclusions and topics for future 

research are suggested at the end of this chapter. 

5.2 Conclusions 

There is currently, no clear ERM framework within the NCS as governed by the Public 

Service Commission policy. Thus, this study investigated the influence of employee 

relations on the perfonnance ofNCS. The study also determined the challenges that the 

NCS is currently enduring in implementing ERM practices. Understanding the ERM 

practices that the NCS can consider in improving employer and employee relationships 

is important in identifying the practices that are better at managing relationships in an 

organisation such as the NCS. Therefore, the result of this research study provides 

relevant information to policy makers and employers on ERM practices within the 

public sector. 

The study has indicated that it is very important for public sector organisation such as 

the NCS to pay special attention to all components of ERM involving HR practices, 

communication, trust, leadership styles and shared goals and values as important 

variables because of their great effect on employee performance in long term. This can 

only be achieved if organisations such as the NCS can develop clear frameworks for 

ERM. This framework should contain every aspect for the employee relationships where 

ERM must be a new concept the organisations such as NCS should adopt and implement 

where the employees are the key success of any organisation. 
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The NCS should focus on implementing an ERM strategy that focuses on training as a 

very helpful strategy for the employees to develop their skills and abilities that can 

enable them to carry out their tasks. This ERM strategy should also take into 

consideration the best HR practices to achieve employee empowerment in improving the 

results of their employees' performance. Other HR practices required include inspiring 

and effective leadership, open communication which will lead to motivated employees 

and good performance. Transparent communication should be improved through 

interchange ideas, feelings, and opinions with management to strengthen the relationship 

with employees. Moreover, employees should also be provided with feedback from their 

managers, who are also liable to actively listening to employees as this empowers them 

to perform their jobs. 

With regards to decision making, the ERM strategy should consider how employees 

should be involved by their organisations in decision making as this can improve trust 

between them and improve their performance. The study also adds that the managers 

should also clearly share their goals and values with the employees and make an effort to 

actively and clearly explain them to the employees as this likely to be successful in 

maintaining good relationships with the employees. The NCS needs to figure out 

strategies that they can utilise in identifying, encouraging, measuring, evaluating, 

improving and rewarding employees' performance at work 
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5.3 Recommendations 

The study makes the following recommendations: 

• NCS as an organisation should improve communication with the employees 

through exchanging ideas with management. This will also allow the employees 

to be more open to communicating with their managers about their work or 

gnevances. 

• NCS as an organisation should put more focus into empowering employees to 

engage in their daily work as this is a prerequisite and foundation to improve 

employees' performance. 

• The NCS should reward employees so that they can motivate them to perform 

their tasks very well. 

• NCS as a public institution should come up with a clear model for ERM. This 

model should contain every aspect of the employee relationships. ERM must be a 

concept the organisation adopts and implements where the employees are the key 

success of factor of the organisation. The Cogerger and Kanugo Model is well 

suited for the NCS because it looks at how employers should delegate authority, 

engage employees in decision making as well as sharing information and 

resources. These are ER practices that are currently lacking at the NCS. 

• Managers at all levels should clarify goals and values, provide formal and 

informal feedback, and engage employees in open and honest dialogue, so they 

can improve the relationships they share with employees. 

71 



5.4 Proposed Future Studies 

The followings are suggested related topics for future studies: 

1) The effects of employee relationship management on employee's performance in 

NCS should be looked at form the perspective of how the employees deal with 

grievances as this study found that the employees are not allowed to join a union. 

This study should follow a qualitative research methodology. 

2) The effects of employee relationship management with a focus on the impact of 

employee engagement on employee performance in the public sector should be 

conducted and this should be based on qualitative research should be conducted 

by also looking at more than one institutions. 

3) Employee Relationship Management and Quality of Work should also be 

conducted based on different methodologies. 
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APPENDICES 

Appendix I: Questionnaire 

Questionnaire instructions 

The questions are fonnulated in such a manner that you need only indicate your choice 

by making a cross (X) in the space provided. 

PART I: BACKGROUND INFORMATION 

1. I am a Male [ ] Female [] 

2. What is your age? 

a) 20-30 [] 
b) 31-40 [] 
c) 41-50 [] 
d) 51-60 [] 

3. How many years have you been working at NCS? 

a) 1-4 [] 
b) 5-8 [] 
c) 9-12 [] 
d) Above 12 [] 

4. Do you belong to a trade union? yes [ ] no [] 

5. What is the Level of your Education? 

a) Diploma level [ ] 

b) Undergraduate level [ ] 

c) Graduate level [] 

d) Masters [] 
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6. I'm employed in the NCS on the following level 

a) Top management [] 

b) Middle management [ ] 

c) Supervisor [ ] 

d) Operational worker [] 

e) Others [] 

PART II: IMPORTANCE OF EMPLOYEE RELATIONS MANAGEMENT 
(ERM) PRACTICES 

7. To examine the importance ofERM at the Namibian Correctional Service 

State the extent to wruch you agree with the importance of ERM at the Namibian 

Correctional Service. Indicate your choice by making a cross (x) in the space provided. 

Use the scale: 1 =Not at all important, 2 = Slightly important, 3 =Important, 4 = Fairy 

Important, 5 = Very Important. 

7.1 Human Resource Management 

.... z .... rJ) ~ ~~ 8 0 ~~ 8 8 ~ "0 .... "0 ~ :;· 0 ~ 0 =- 0 Human Resource Management ., .... ., ..... .,« .... .... - ., 
~ ~ ~'-< .... .... 
= ::: = ~ ~ .... .... = = ..... .... 

!.Selection and recruitment processes in the organisation considered 
1 fair 2 3 4 

2. Rewards and incentives system in the organisation characterized 
1 by its objectivity and transparency. 2 3 4 

3. Managers seeks to strengthen and expand relations with 
1 2 3 4 employees 
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7.2 Communication 

.... z .... 00 ..... ..... ~ """'< 8 0 ~g. 8 ~ e:. ~ ~ "0 ..... "C 
Communication 

0 ~ 0 t:r 0 0 ., o'< ., ..... ., ..... ., .,« ., ..... ..... -~ ~ ~'< ..... ..... ..... 
= - = ~ ~ ~ - = = = ..... ..... ..... ..... ..... 

1. The manager talks continuously with employees about work problems 
I 2 and obstacles 3 4 5 

2. The manager can deliver clear messages to employees about matters 
relating to work 1 2 3 4 5 

3. The manager accepts criticisms from the employees I 2 3 4 5 
4. The organisation asks for feedback from the employees about the 

1 2 3 4 5 quality of information they receive 

5.3 Trust 

.... 00 ..... .... z ..... ~ ~< 8 0 ~g. 8 8 ~ ~ ~ "C ..... "C lg ::;· 
Trust 0 ~ 0 t:r 0 o'< .,« :::;. ..... ., ..... 

..... -~ ~ ~'< = c:: = ..... ..... 

1. The organisation treats employees fairly and without 
discrimination 1 2 

2. Whenever the manager makes decision, he consider the 
decision's impact on employees 1 2 

3. Managers take the opinions of employees into account when 
1 2 making decisions 

4. Managers appreciate employees who perform their tasks 
1 2 properly 

PART ill: INFLUENCE OF EMPLOYEE EMPOWERMENT THROUGH 
EMPLOYEE RELATIONS MANAGEMENT 

., ..... ..... 
~ ~ = = ..... ..... 

3 

3 

3 

3 

6. My organisation has ensured that work engagement and empowerment play a 
significant role in employee involvement? 

Tme [] False [] 
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7. Employees at my organisation are empowered emotionally, physically and 
cognitively to engage in their daily work? 

True [] False [] 

8. My organisation is always taking the responsibility to provide for the needs of 

the employees by providing proper training and building a meaningful workplace 

environment; in turn, employees have the responsibility to provide a meaningful 

contribution to the organisation? 

True [] False [ ] 

9. My organisation perceives the importance of employee engagement; however, 

the issue of how to increase the level of employee engagement is not warranted? 

True [] False [] 

PART IV: CHALLENGES THAT IMPACT THE IMPLEMENTATION OF 
EMPLOYEE RELATIONS MANAGEMENT 

~'J) ~ ......... ..... "' ., "' ~ C> ~ Challenges ~Jg (lC ., 
~ - ~ 
~'< ~ 

1. The organisation does not promote dialogue and 
1 2 communication 

2. The organisation does not leverage its employees ' desire to do 
good at work 1 2 

3. Organisation does not help employees to feel valued in 
I 2 completing their assigned tasks. 

4. The organisation does not inspire and reward employees 1 2 

5. The organisation does not offer career development to its 
1 2 

employees 
6. The organisation does not promote health and work-life 

1 2 balance to improve employee engagement 
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Appendix II: Demography of the Study 

This section of the questionnaire covered the respondents' gender, age and educational 

level. Though not central to the study, the personal data helped contextualise the 

findings and the formulation of appropriate recommendations to enable performance 

through Employee Relationship Management at the Namibian Correctional Service. 

Gender 

GENDER 

Male 
Female 

The outcome ofthe results from this study was based on 59 (67%) of females who were 

more than the males who only made up 29 (33%) of the respondents. This is an 
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indication most views obtained m this study fully represent women; then it also 

represents males as the minority. 

Employees Age Groups 

EMPLOYEE'S AGE 

Age 

Various age groups of the respondents 

The general information also considered the age of the respondents. Most of the 

respondents were 3 5 as represented by (3 9 · 8%) aged between 31-40 years and then 

followed by 26 respondents (29.5%) who were between 41-50 years. Those who were 

young (20-30 years) accounted for 14 respondents, equivalent to (15 .9%) of the 
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respondents and the oldest people ageing 51-60 years were 13 respondents (14.8 %). 

This is an indication that the be that the respondents were mature enough to give 

meaningful responses for the survey. 

Educational Level 

g 
• ICIII 

i • u ... • Q. 

Diploma 

EOUCA TION LEVEL 

Und~rgraduate Grade 12 

Response 

This study also looked at the educational level of the employees. The study results 

indicated that there were 19 respondents (21.5%) who had a Diploma while 27 

respondents (30.68%) who were the majority had an undergraduate qualification as their 

highest qualification. Those with masters were 19 respondents and accounting for 

(21.5%) and the lowest number of respondents were 14 (15.9%) people only has a grade 

12 certificate. This is an indication that that the respondents were educated enough to 
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understand the survey questions and to respond meaningfully. However, since the study 

looks at ERM, the study also tried to detennine whether there is a significant association 

between the level of education and employees joining a Union and this was tested using 

Chi-Square test. 
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Appendix III: Permission Letter from NBS 

~BS 
NAMI I DVS lU SC IODL 
V"'IV(I1SilY Of N ... MIUIA 

fO WII0\1 II 1\1 ,.\ Y ( 0~( J.'UI\ 

Rc: 18.\ M:onagt'm<-nt '-trutcJt'' ,1-itudcnt - ,\h. :'la:trai ll.uunaJIII\\ a 1\ulili ~ludrnt 

Nuntlkr-200~2lNl611 

.\' Jlllfl ur our Ma\t<:f\ Pn>gramm~ .. tudcnls ilf~ 1.'\fii.'CtCd 10 ;;uhrntl u R"SCOtdl f<:jl<•rl alter 

comph:tiurt of their cour~-IH>rk . I h~!) nccJ h• explore.> 111 <klail. <;Oflle c"nccpts and tssue 

f't'rtlining ll1Jlnngcmcnl S!rategi<'~. Tt• Jo !h;JI d] ~:ti\cJy, th~} ll<:t:J Ill C\!rtUUI:t int<.:r\'IC\\' 

anJ t•f>..Un pmctkal C\illrtpk">. 

\h KaliH h:t\ t.hu~n )llllr nrgani:t.auon Ill .tf'rr •ach IN rnli,rmullun. II '' ;,g,un't rhi~ 

hack:m.>uml th3t I \\1 h to J.m,ll) 1\'l}Uc~t 1uu ln•t >~;t \II 1\.Jiili \llllt lh~: inlormation ,Jr • 

r<-'quucs. \~ccpl t>ur :b\!lrJttc·c thut thc dal.l ,,jJI t-c u.scJ J.•r ilc;nlcrtul purpu •, Prrh , \ 

-•>p) nl the ..:<•lllpktt·d J,,curncnt 1\rll 1 • ~~~dllhl.: .tr th~ 1\an11b1.J flll,ill<''' Sd1"''' lin 

p.:ru,ul I lt:r rc·srur~h !i) llilf't'ii'i inJi~ak~ tl1;11 '"'r h'pi, touche • ll \n imc•,IJ~,:.rrron "' 

~mplu\cc rcluunn' llhlll~l:rnl.'nl and rl' dlt 1~ on emph))l'" r'-'rlomwn··1.· ar \!anu"•an 

Corrntronal Scr>icc" 

Your• inc.:td~ HAMJ81 

!'lcruor R ·~arch o-< )r,lt.CMIIIMIC •~VICes 
~liiTY OF HAMISIA 

umihin IJu.\ln.: lll•nd• &. ll>ai>lngllMFU~>Hw -

I Ill\ cr,il) ofNamih1a 

lei : 2-1661-llJSOO 

Ia.\ 2-lhoi4135I~ 

J lila if: nmaktpg ft.r1b~.L·Ju.JW 
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Appendix IV: Authorisation Letter to conduct the study at WCF issued by NCRST 

u1 JiJ!ll/. ' fl•.• , r ru.;t= \.llt: JJ l'ttru •. "' 
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Appendix V: Language Editing Certificate 

CONTACT 

P0Box99539 
ONAM, • 
NaJnibia 

r:anfitlst.m~~tbiR~ill 

LANGUAGE & COPY-£DmNG CERTIFICATE 

llE: L&NGU&GE, OOPJ'mlt!lfG DID !'ltOO:nu:&DDJG OF S&Ail&l DUII&P.DU 
DLILI'a ftiESIS FOR DIE JII.&DEil OF JIUSilUSS .ADlllllOSD.ilftOlf DEGitEE OF 
DIE 1UMDIU. JIUSIKESS SCBOOL OF DIE OIUVEIISIYt OFJUIIIDII.& 

This certificate sezves to confirm that I copyedited and proofread SUUI 
D.UJUP.&W.Il DLILI'a Thesis for the IUS2'Eil OF JIUSiliESS .ADlllllOSD.ilftOl'f 

DEG11EE entitled: D JNYEniGU'IOl'f Dn'O EMPLOYEE llEL&ftONS 
JIUIUGEIIElft &NODS EFI'IlCIS Ol'f EIIIPJ.OYEEPDIFOJUIUllfCE.&r'l'IIE lUMDWl 
OOIUtEC'IIOIUL SEil't'ICE 

I declare that I professionally copyedited and proofread the thesis and 
removed mistakes and enors in spelling, grammar, and punctuation. In 
some cases, I improved sentence construction without changing the 
content provided by the student I also removed some typographical 
enors from the thesis and formatted the thesis so that it complies with the 
University of Namibia's guidelines. 

I am a trained language and copy editor and have edited many 
Postgraduate Diploma, Masters' Thesis, Dissertations and Doctol'lll 
Dissertations for students studying with universities in Namibia, 
zmababwe, Eswatini, South Africa and abroad. I have also copy~ted 
company documents for companies in the region and abroad 

Please feel free to contact me should the need arise. 

The Rev. Dr. Greenfield Mwakipesile 

@ 
imw biRi 
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